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SelfSelf--Regulation ExampleRegulation Example
�� This example illustrates that corporations are not capable of seThis example illustrates that corporations are not capable of selflf--regulation, regulation, 

and that the FCC and courts are necessary to provide regulation and that the FCC and courts are necessary to provide regulation that will that will 
protect against bill shock. protect against bill shock. 

Background:Background:

�� After many fruitless calls to customer service, the following prAfter many fruitless calls to customer service, the following presentation esentation 
was emailed to T. Bartlett, Senior Vice President and Controllerwas emailed to T. Bartlett, Senior Vice President and Controller of of VerizonVerizon
Wireless on Feb 24, 2009.Wireless on Feb 24, 2009.

�� The initial response was a call early the next day, stating an iThe initial response was a call early the next day, stating an investigation nvestigation 
was underway and requesting I take no further action for the momwas underway and requesting I take no further action for the moment.ent.

�� I was then referred to executive customer support, and given a dI was then referred to executive customer support, and given a direct irect 
phone number to call. I was refunded roughly half of what I thouphone number to call. I was refunded roughly half of what I thought I was ght I was 
owed for the two incidents of this hidden subscription. I thus sowed for the two incidents of this hidden subscription. I thus switched from witched from 
VerizonVerizon to AT&T.to AT&T.

�� Note the FCC was not involved, nor did I deem the dollar value wNote the FCC was not involved, nor did I deem the dollar value worthy of orthy of 
wasting even more time with arbitration.  This example illustratwasting even more time with arbitration.  This example illustrates that es that 
corporate profit comes first, and regulatory compliance comes oncorporate profit comes first, and regulatory compliance comes only with ly with 
enforcement.enforcement.
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In January 2008, a Verizon Wireless subscriber In January 2008, a Verizon Wireless subscriber 
dug into a $3.49 data charge that had been dug into a $3.49 data charge that had been 
appearing on his paper bill every month.appearing on his paper bill every month.

This claim went unresolved to the customer’s This claim went unresolved to the customer’s 
satisfaction.satisfaction.

A year later, the same customer “got it again” A year later, the same customer “got it again” 
with a another “Get it Now” subscription and is with a another “Get it Now” subscription and is 
now elevating the issue with this presentation.now elevating the issue with this presentation.

The following charts illustrate the 2008 issue, The following charts illustrate the 2008 issue, 
but the same story still holds true a year later but the same story still holds true a year later 
in 2009.in 2009.



Misrepresented ChargesMisrepresented Charges

Page 9 of 36

Note the $3.49 charge for 
the download, in the 

“Usage” section of the bill.

Summary section of BillSummary section of Bill

Logging onLogging on--line and downloading a detail 36 page bill, the subscriber line and downloading a detail 36 page bill, the subscriber 

found the following information on page 9:found the following information on page 9:



This line indicates a “download” was done on 
1/16/08 at 12:13A.

In truth, this application was downloaded 7 
months earlier, and was never used since 
then.

Upon inquiry, Verizon customer service 
explained this was actually a subscription to 
the game shown.
The customer was unaware of the 
subscription.  The customer thought they had 
bought the right to use the game for 1 month.

Page 18 of 36

Misrepresented ChargesMisrepresented Charges
Detail section of BillDetail section of Bill



Misrepresented ChargesMisrepresented Charges

�� Multiple aspects of misrepresentation:Multiple aspects of misrepresentation:
�� Charge appears in “Usage” section of billCharge appears in “Usage” section of bill

�� This was a subscription, and not actual usage of the phone.This was a subscription, and not actual usage of the phone.
This charge would have appeared even if the phone was broken or This charge would have appeared even if the phone was broken or 
dead.dead.

�� Transaction is labeled as “Get it Now”Transaction is labeled as “Get it Now”
�� More accurately would have been “Got it 7 months ago”More accurately would have been “Got it 7 months ago”

�� Transaction is labeled as a downloadTransaction is labeled as a download
�� The game was downloaded 7 months earlier.  Nothing had been The game was downloaded 7 months earlier.  Nothing had been 
downloaded in this billing cycle. Playing the game does not causdownloaded in this billing cycle. Playing the game does not cause e 
wireless data transfer, download, upload, or usage.wireless data transfer, download, upload, or usage.

�� Transaction is labeled with a date and timeTransaction is labeled with a date and time
�� Makes the transaction appear legitimate when actually the phone Makes the transaction appear legitimate when actually the phone 
was not in use at that date & time.was not in use at that date & time.

�� Transaction is not labeled as a “subscription”.Transaction is not labeled as a “subscription”.
�� No indication of recurring natureNo indication of recurring nature

�� Transaction fails to indicate the start and end period of time tTransaction fails to indicate the start and end period of time the he 
subscription period is for.subscription period is for.



Misrepresented ChargesMisrepresented Charges

�� Multiple aspects of misrepresentation: (Continued)Multiple aspects of misrepresentation: (Continued)
�� Information detailing the download does not appear in the Information detailing the download does not appear in the 
summarized paper billing but is only available if the subscribersummarized paper billing but is only available if the subscriber is is 
sufficiently motivated to log on, download, and read through a sufficiently motivated to log on, download, and read through a 
35 page bill.35 page bill.

�� And even this does not indicate it is a subscription to a servicAnd even this does not indicate it is a subscription to a service.e.



Misrepresented ChargesMisrepresented Charges

�� Contributing FactorsContributing Factors

�� A request to customer service to obtain a A request to customer service to obtain a 

credit for the last 7 months of this transaction credit for the last 7 months of this transaction 

was denied on 2/2/08, instead only a credit of was denied on 2/2/08, instead only a credit of 

1 month was applied.1 month was applied.

�� A second request to customer service on A second request to customer service on 

2/3/08 (supervisor) outlining the failure to 2/3/08 (supervisor) outlining the failure to 

comply with the truthcomply with the truth--inin--billing act still failed billing act still failed 

to obtain satisfaction, and a credit of only one to obtain satisfaction, and a credit of only one 

additional month.additional month.



Misrepresented ChargesMisrepresented Charges

�� Contributing FactorsContributing Factors

�� Another request on 2/23/2009 for the 2009 Another request on 2/23/2009 for the 2009 

incident met with no financial satisfaction for incident met with no financial satisfaction for 

the past recurring fees for the 2the past recurring fees for the 2ndnd incident.incident.

�� Total fees lost by this customer over both Total fees lost by this customer over both 

episodes:episodes:

�� Roughly $100  plus irritationRoughly $100  plus irritation



Alleged Law Violations:Alleged Law Violations:

�� Misrepresented charges Misrepresented charges –– Failure to Failure to 

comply with the Truthcomply with the Truth--InIn--Billing Act.Billing Act.

�� Failure to notify of recurring charge Failure to notify of recurring charge ––

??? Some consumer protection law ?????? Some consumer protection law ???

SummarySummary



Reference:Reference:

�� USC Title 47: TelecommunicationUSC Title 47: Telecommunication
�� PART 64PART 64——MISCELLANEOUS RULES RELATING TO COMMON MISCELLANEOUS RULES RELATING TO COMMON 

CARRIERSCARRIERS

�� Subpart YSubpart Y——TruthTruth--inin--Billing Requirements for Common CarriersBilling Requirements for Common Carriers

�� §§ 64.240164.2401 TruthTruth--inin--Billing Requirements.Billing Requirements.

�� (3)(b) (b) (3)(b) (b) Descriptions of billed charges. Descriptions of billed charges. Charges contained on Charges contained on 
telephone bills must be accompanied by a brief, clear, nontelephone bills must be accompanied by a brief, clear, non--
misleading, plain language description of the service or servicemisleading, plain language description of the service or services s 
rendered. The description must be sufficiently clear in presentarendered. The description must be sufficiently clear in presentation tion 
and specific enough in content so that customers can accurately and specific enough in content so that customers can accurately 
assess that the services for which they are billed correspond toassess that the services for which they are billed correspond to
those that they have requested and received, and that the costs those that they have requested and received, and that the costs 
assessed for those services conform to their understanding of thassessed for those services conform to their understanding of the e 
price charged.price charged.



Customer Base Impact:Customer Base Impact:

�� 72M Wireless customers.72M Wireless customers.

�� Most telephones support “Get It Now”.Most telephones support “Get It Now”.

�� Some of these customers may be currently Some of these customers may be currently 
unaware of a recurring subscription unaware of a recurring subscription 
charge on their bill.charge on their bill.

�� Assumptions:Assumptions:
�� Class Size: 1 to 25% of customers of 3B revenueClass Size: 1 to 25% of customers of 3B revenue

�� Wrongful charge duration: 3 to 24 monthsWrongful charge duration: 3 to 24 months

�� Wrongful charge amount: $3.50/month + taxesWrongful charge amount: $3.50/month + taxes



Possible Wrongful Charge Impact:Possible Wrongful Charge Impact:

1.4B1.4B$73M$73M$7M$7MImpact*Impact*

24mo24mo6mo6mo3mo3moDurationDuration

25%25%5%5%1%1%
Customer Customer 

BaseBase

LowLow MedMed HighHigh

*  Taxes paid on undesired service not included*  Taxes paid on undesired service not included



Other NotesOther Notes

�� The Get It Now service is actually The Get It Now service is actually 

provided through a supplier relationship provided through a supplier relationship 

with another company that Verizon with another company that Verizon 

contracts with. (as of 2/2008)contracts with. (as of 2/2008)


